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The abilities to manage one’s emotion and others are crucial in service management. There is where 
emotional intelligence (EI) comes into play to influence service performance. Previously, EI has been fairly 
and generally established to influence work performance in service organizations (Kernbach & Schutte, 
2005; Sojka & Deeter-Schmeiz, 2002). But services, much like manufacturing, display variation in the 
dependence on human mediation (Lovelock, 1992). Using Silvestro, Fitzgerald, Johnson and Voss’s (1992) 
service positioning matrix, three types of service emerge and each of them requires different level of 
interaction and judgment during service encounter. Therefore, this paper is to investigate the level of EI 
applicable to each service and to examine the relationship between EI and work performance. Based on the 
limited sample (60 respondents), it was found that the EI abilities particularly Self-Emotion Appraisal and 
Others’ Emotion Appraisal were significantly correlated with job role. Others’ Emotion Appraisal was 
significantly correlated with overall performance, job, team and organization roles in professional service. 
Besides, Others’ Emotion Appraisal was significantly correlated with innovator role in mass service. 
However, Understanding of Emotion was negatively correlated with innovator and team role in mass 
service. Moreover, in professional service, most of EI dimensions are positively related to work 
performance dimensions, whereas EI in service shop and mass service are negatively related to work 
performance dimensions indicating that EI is important in professional service to achieve high work 
effectiveness. 
 




Previous studies have posited the importance of EI in work performance (Austin, 2004; Law, Wong, & 
Song, 2004; Lyons & Schneider, 2005; Sy, Tram, & O' Hara, 2006), as well as service provision (Kernbach 
& Schutte, 2005; Sojka & Deeter-Schmeiz, 2002). But, it is well established in service science that service 
businesses vary significantly (Lovelock, 1992). In services where intense interaction is required, 
personalized attention is provided, and personal judgment is applied, service providers needs special human 
abilities to provide exceptional, impeccable service, which is highly valued by the customers. In services 
where a short interaction, standardized service is offered, service providers are not required to possess 
special abilities to attend to the customers needs. Conformance to the established display rules is adequate 
to satisfy customers as well as to achieve work effectiveness (WQ). Based on the premises, this paper is to 
develop and test a contingency-based or nuanced view of the fit between different types of service 
businesses and the potential role of EI in influencing service providers’ WQ through its different 




Service typology  
 
Since services vary significantly, Silvestro et al. (1992), among others, proposed a classification scheme 
based on business processes, bringing together several previously suggested classification scheme into a 
cohesive framework. Based on data from 11 service industries, the authors suggested three types of service 
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processes; professional service, service shops, and mass services. The classification is based on six 
dimensions; people versus equipment, level of customization, extent of employee/customer contact, level of 
employee discretion, value added in back office versus front office, and product versus process focus. 
Professional service is the organizations with relatively few transactions but long customer contact time, 
highly customized, and process oriented. Value added process occurs in the front office where considerable 
judgment is applied in meeting customer needs. Examples are consultants, corporate banks, doctors and 
architects. Service shop is a category which falls between professional and mass services with levels of 
classification dimensions falling between the other two extremes. Examples are retail banks, rental services 
and hotels. Mass service is the organizations with many customer transactions, limited contact time and 
little customization. The offering is mainly product-oriented with most of the value being added in the back 
office and little judgment applied by the front office staff. Examples are telecommunication, bus services 




EI is defined as the ability to perceive accurately, appraise, and express emotion; the ability to access 
and/or generate feelings when they facilitate thought; the ability to understand emotion and emotional 
knowledge; and the ability to regulate emotions to promote emotional and intellectual growth (Mayer & 
Salovey, 1997). The detail descriptions of each dimension are included in the following table.  
 




Ability to identify emotion in one’s physical and psychological states 
Ability to identify emotion in other people 
Ability to express emotions accurately and to express needs related to them 
Ability to discriminate between accurate/honest and inaccurate/dishonest feelings 
Using Emotions to 
Facilitate Thought 
Ability to redirect and prioritize thinking on the basis of associated feelings 
Ability to generate emotions to facilitate judgment and memory 
Ability to capitalize on mood changes to appreciate multiple points of view 




Ability to understand relationships among various emotions 
Ability to perceive the causes and consequences of emotions 
Ability to understand complex feelings, emotional blends, and contradictory 
states 
Ability to understand transitions among emotions 
Managing Emotions Ability to be open to feelings, both pleasant and unpleasant 
Ability to monitor and reflect on emotions 
Ability to engage in, prolong, or detach from an emotional state 
Ability to manage emotions in oneself 
Ability to manage emotions in others 
Source: Salovey, Kokkonen, Lopes and Mayer (2004) 
 
Job Performance defined 
 
Job performance is defined as the aggregated value to the organization of the discrete behavioral episodes 
that an individual performs over a standard interval of time (Motowidlo, Borman, & Schmit, 1997). Job 
performance is divided into two dimensions; task performance and contextual performance (Borman & 
Motowidlo, 1993). Task performance refers to behaviors that are directly linked with completion of the job, 
which consists of two types (Motowidlo et al., 1997), whereas, contextual performance refers to 
interpersonal behaviors or actions that benefit the organization, which includes activities such as helping 
and cooperating with others (Motowidlo et al., 1997). In performance literature, there is no generic factor 
underlying this construct. Authors and researchers tend to construct different job performance measures 
specifically to tailor with their specific research needs. To close the gap, Welbourne, Johnson and Erez 
(1998), based on the Role and Identity Theories have suggested the general factors underlying the job 
performance dimensions. As a result, five dimensions of job performance known as Role-Based 
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Performance Scale (RBPS) were created, which has been refined and tested by the authors. The following 
table describes each dimension of job performance as suggested by the authors. 
 
Table 2: Job performance dimensions (Welbourne, Johnson, & Erez, 1998) 
Dimensions Descriptions 
Job Doing things specifically related to one’s job description 
Career Obtaining the necessary skills to progress through one’s organization 
Innovator Creativity and innovation in one’s job and the organization as a whole 
Team Working with co-workers and team members, toward success of the firm 
Organization Going above the call of duty in one’s concern for the firm 
 
EI and Job Performance 
 
A large body of research work has been established to investigate the relationship between emotional 
intelligence and performance. Employees’ emotional intelligence is found it to be positively associated with 
job satisfaction (Sy et al., 2006; Wong & Law, 2002), prediction of job advancement (Dulewicz & Higgs, 
2000), organizational commitment (Wong & Law, 2002), work performance (Austin, 2004; Law et al., 
2004; Lyons & Schneider, 2005; Sy et al., 2006), negatively associated with turnover intention (Wong & 
Law, 2002), and stress (Slaski & Cartwright, 2003). This study investigates the relationships between EI 
and each dimension of job performance as proposed by Welbourne et al. (1998). 
 
EI and Job Role   
 
Job has been defined as doing things specifically related to one’s job description (Welbourne et al., 1998). 
It is the most salient aspect of the job performance model. Researchers have devoted a lot of efforts in 
trying to establish associations between EI and work performance especially with regard to the job 
completion (Austin, 2004; Bachman, Stein, Campbell, & Sitarenios, 2000; Law et al., 2004; Lyons & 
Schneider, 2005; Sy et al., 2006). Employees with the EI abilities are high performers. They are able accept 
job challenges, overcome obstacles or work related problems (Slaski & Cartwright, 2003), and able to 
reduce the personal-job conflicts (Abraham, 1999). Those with low EI abilities tend to experience work-
related stress (Slaski & Cartwright, 2003), and emotional dissonance (Rafaeli & Sutton, 1987). As the 
results, higher job dissatisfaction, lower organizational commitment, higher withdrawal intentions (Morris 
& Feldman, 1996) as well as lower job performance will entail. However, some studies have failed to 
establish the association between the two constructs and found mixed results. Van Rooy and Viswesvaran 
(2004) conducted meta-analytic investigation on 57 studies on EI-performance link found that EI is weakly 
related to job performance. Besides, Jordan and Troth (2004) found that EI was unrelated to individual 
performance. Instead, they found that EI predicted group performance and integrative conflict resolution 
styles.  
 
Basically, high EI abilities are related to high job performance. However, the relationship is moderated by 
types of service. Since the professional service is characterized as customized, high interaction and high 
judgment required from the service providers, they need to utilize the EI abilities to the highest so that the 
services rendered meet the objectives and effective work is achieved as in the case of account officers 
(Bachman et al., 2000), counselors (Martin Jr, Easton, Wilson, Takemoto, & Sullivan, 2004), and 
professional salespersons (Rozell, Pettijohn, & Parker, 2006). In service shops, the needs for EI is moderate 
since the service is characterized by less customized, less interaction and less judgment required on the part 
of service providers. In mass service, (since the job is routine, low interaction and non-judgmental) service 
is produced with little or without personal contact with the customers. Therefore, EI plays little role in 
helping employees to achieve effective work effectiveness, instead, it can be achieved by conforming to the 
SOP (Collier, 1990) or conforming to the organization’s display rules (Brotheridge & Grandey, 2002). 
Therefore, hypothesis 1 is suggested: 
 
Hypothesis 1: Depending on types of service, EI is significantly and positively related to job role. The 
relationship is high in professional service, moderate in service shop and low in mass service. 
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EI and Career Role 
 
Career has been defined as obtaining the necessary skills to progress through one’s organization 
(Welbourne et al., 1998). Employees who are satisfied with their career should feel high career 
commitment and are willing to obtain the necessary skills to progress through the organization (Poon, 
2004). She added that people who are able to perceive and understand their feelings should be able to 
assess their job skills and interests, set appropriate career objectives, develop realistic career plans, and 
obtain the developmental experiences needed to take advantage of career opportunities (Poon, 2004). 
Studies have found that EI is positively related to career commitment (Aremu, 2005), career success 
(Cooper, 1997), career progress (Dulewicz & Higgs, 2000), and career development (Stough & De Guara, 
2003). Therefore, employees with high abilities to accurately perceive emotion in self and others, 
understand emotions of self and others, manage those emotions, and use the emotions to facilitate thought 
and actions may achieve career role effectiveness but subjected to the type of service they are offering. 
 
Professional service providers require EI abilities to achieve high career role. Since professional service 
providers deal with customized needs of the customers, they urgently need to equip themselves with the 
necessary skills so that they can use their judgment to better serve the customers. EI helps as “having high 
emotional awareness facilitates the use of emotional input to form judgment, make choices, and decide 
among options” (George, 2000). In service shop, the need for EI to facilitate one’s career role is lower since 
the service is more standardized and has lesser degree of interaction with customers. The urgency to 
acquire necessary skills to work effectively with customers is lower. Mass service employees, on the other 
hand, require the minimum amount of EI abilities to achieve career role effectiveness. Since the service is 
standardized, with little or no interaction with the customers, EI may slightly influence service providers on 
their career role because it is structured and pre-determined by the management. It is basically associated 
with the emotional labor (EL) practices of how to please the customers. In mass service, employees are 
rewarded with raises and promotions if they comply with display rules (Sutton, 1991). Therefore, 
hypothesis 2 is developed: 
 
Hypothesis 2: Depending on types of service, EI is significantly and positively related to career role. The 
relationship is high in professional service, moderate in service shop and low in mass service.  
 
EI and Innovator Role 
 
Innovator has been defined as creativity and innovation in one’s job and the organization as a whole 
(Welbourne et al., 1998). Creativity has also been defined as “the product of novel and useful ideas” 
(George & Zhou, 2002). Creative ideas are derived from the employees’ abilities to identify relationships or 
associations that others did not see. Innovation or creativity is not a straight forward process as Easterby-
Smith, Crossan and Niccolini (2000) state that, innovative learning is obviously complex, involving a mix 
of rational, intuitive, emotional, and social processes. Similarly, a number of studies have fairly established 
that emotion plays an important role in employees’ readiness to be creative and innovative (Amabile, 
Barsade, Mueller, & Staw, 2005; Fong, 2006). Studies have shown that EI is related to innovation and 
creativity (Stough & De Guara, 2003; Suliman & Al-Shaikh, 2006). Employees with high EI tend to be 
innovative since they are able to identify, understand, manage and use negative or positive feelings by the 
way of finding associations among available elements to find novel and creative solution to the problem at 
hand.  
 
The relationships, nonetheless, are moderated by the types of service the employees are offering. In 
professional service, services offered are customized and require discretion and judgment from the service 
providers, therefore, creativity and innovation in one’s job is highly valued. In service shop, the need for EI 
is lower compared to professional service. Complying with the job requirements and using little discretion 
and judgment are expected from the employees. In mass service, for example, employees in fast food 
restaurants are working in accordance to the established standard operating procedures (SOP) with little 
interaction with the customers. Deviation from the procedures is not tolerated therefore, the need for EI to 
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facilitate employees’ innovator role is minimum. They need EL more than EL in performing effective 
work. Thus, hypothesis 3 is recommended: 
 
Hypothesis 3: Depending on types of service, EI is significantly and positively related to innovator role. 
The relationship is high in professional service, moderate in service shop and low in mass service.  
 
EI and Team Role 
 
Team has been defined as working with co-workers and team members, toward success of the firm 
(Welbourne et al., 1998). A number of studies have highlighted the link between EI and team performance. 
Stough and De Guara (2003) found that emotional control was positively related to the ability to work as a 
team member towards the success of the organization. Similarly, Feyerherm and Rice (2002) found that 
understanding emotion and managing emotion were positively correlated with some measures of team 
performance especially with regard to customer service dimensions. Jordan, Ashkanasy, Hartel and Hooper 
(2002) found that high EI teams operated at high level of performance throughout the study period. 
Rapisarda (2002) investigated the impact of EI on work team cohesiveness and performance found that EI 
competencies of influence, empathy, and achievement orientation were positively related to students and 
faculty ratings of team cohesiveness. Jordan and Troth (2004) found that EI predicted successful problem 
solving of cognitive tasks in teams, and contributed to integrative conflict resolution styles and team 
performance. They added that individuals with high EI preferred to seek collaborative solutions when 
confronted with conflict.  
 
Therefore, employees need high EI abilities to attain effective team role through empathy, cooperation, 
collaborative efforts in problems solving and conflict avoidance. The relationship, nevertheless, is 
moderated by the types of service. In professional service, employees are expected to work in team so that 
they can perform at their best. Therefore, the EI abilities to perceive, understand, manage and use emotions 
in self and others are critical in contributing to the team role effectiveness. In service shops, since the 
services are more standardized and less interaction, the need for EI abilities is moderate. Usually, there are 
some guidelines of how the team should work together. In mass service, where the employees are offering 
standardized and routine services with minimum interaction with the customers, working in team is limited 
toward certain extent as determined by the management. Complying with display rules or adopting EL 
practices may be adequate to work in highly structured team as mentioned by Wharton and Erickson (1993) 
that employees are required to display integrative emotions intended to bring people together. Therefore, 
hypothesis 4 is introduced: 
 
Hypothesis 4: Depending on types of service, EI is significantly and positively related to team role. The 
relationship is high in professional service, moderate in service shop and low in mass service.  
 
EI and Organization Role 
 
Organization has been defined as going above the call of duty in one’s concern for the firm (Welbourne et 
al., 1998). The concept is associated with organizational citizenship behaviors (OCBs) (Organ, 1988) where 
OCBs are defined as discretionary behaviors on the part of a person that are believed to promote directly 
the effective functioning of an organization. OCB consists of behaviors that go beyond specific role 
requirements, with the stipulation that such behaviors are performed voluntarily without expectation of 
rewards (Brief & Motowidlo, 1986). They include altruism (helping others), conscientiousness (going 
beyond the minimum role requirements), courtesy (preventing work-related problems from occurring), 
sportsmanship (tolerating unfavorable circumstances without complaining) and civic virtue (participating 
in, involving in, and concerning about the life of the company) (Podsakoff, MacKenzie, Moorman, & 
Fetter, 1990). Research has demonstrated that positive emotion (e.g. enthusiasm and pride) is related to 
OCB whereas negative emotion (e.g. anger and anxiety) is related to counterproductive work behavior  
(Spector & Fox, 2002). Abraham (1999) claimed that EI may enhance certain prosocial behaviors, one of 
which is assisting co-workers with personal matters. Research has also shown mixed results on the ability 
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of EI to enhance OCB. Côté and Miners (2006) and Day and Carroll (2004) found that EI were unrelated to 
individual-level citizenship behavior, but somewhat related to group-level citizenship behavior.  
 
Employees with high EI abilities are able to generate positive emotion and reduce negative one through 
emotion management to achieve high organization role as in the case of professional service. Professional 
service requires employees to help each other in ensuring that the services offered meet the customers’ 
expectation. In service shops, since the services are more standardized and less interaction with the 
customers as well as other employees, going above the call of duties e.g., helping others and promoting the 
company may produce better outcomes but not as significant as in professional service. In mass service, 
offering standardized and routine service does not significantly require employees’ discretion and judgment 
as well as interaction with others. Therefore, EI role is the least significant in helping the employees to 
perform well as suggested by Zapf (2002) that doing “object-related work” does not require effective 
emotion management. Going above the call of duties, to help others and promoting the organization for 
example, is the least significant in the service delivery. Therefore, hypothesis 5 is constructed: 
 
Hypothesis 5: Depending on types of service, EI is significantly and positively related to organization role. 





The study is descriptive in nature since it is to describe the relationship between EI and work effectiveness 
according to different service settings, namely professional service, service shop and mass service. Each 
type of service was represented by 20 respondents from two selected companies randomly selected from 
the list of service businesses/companies in Klang Valley. Each respondent was supplied with a set of 
questionnaire (consists of three parts – the first part measuring EI was to be completed by the service 
providers, the second and third parts measuring work effectiveness were to be filled up by the peers and 
supervisors respectively). EI was measured by using Wong and Law’s Emotional Intelligence Scale 
(WLEIS) which consists of four dimensions (SEA – self emotional appraisal, OEA – others emotional 
appraisal, UOE – understanding of emotion, and ROE – regulation of emotion) and 16 items (four items for 
each dimension). The measure was reported to be highly reliable ( ranged from 0.83 to 0.89) and distinct 
from personality traits. The reliability values in this study were acceptably high ranging from 0.80 to 0.92 
(except for SEA in service shop;  = 0.56). Work effectiveness was measured by using its proxy known as 
the Role Based Performance Scale (RBPS), which comprises five dimensions (job role, career role, 
innovator role, team role and organization role) and 20 items. The reported alphas ranged from 0.86 to 0.96. 
In this study the internal consistency reliability ranged from 0.85 to 0.98 for both peers’ and supervisors’ 
evaluation. Motivation was measured by using Hackman and Oldham Internal Work Motivation Scale, 
which consists of 5 items. The internal consistency reliability in this study ranged from 0.76 to 0.92.  
 
RESULTS AND DISCUSSION  
 
Table 3 and 4 describe the correlations among variables in overall service as well as different service 
categories; professional, service shop and mass service. Spearman rho correlation analyses were conducted 
since sample size was small. For overall service, overall EI and its dimensions were significantly correlated 
with motivation but not with job performance factors. All EI dimensions were negatively correlated with 
performance dimensions except for OEA indicating that others’ emotion appraisal is important in order to 
effectively accomplishing the work. In service, in order to do effective job, service providers cannot work 
in isolated. They need to work cooperatively with others (peers, supervisors, or even customers) therefore, 
others’ emotion appraisal is important to accurately assess the current emotional states of these individuals 
so that they can modify their emotional display to suit the situation. Looking at the motivation, it was 
negatively correlated with work performance dimensions (significantly correlated with career and 
innovation role). The findings indicate that employees with high motivation do not necessarily perform 
effectively on their job.  
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Table 3: Spearman Correlations: Overall Service and Professional Service Organizations 
No  Mean SD 1 2 3 4 5 6 7 8 9 10 11 12 Mean SD 
1 SEA 5.55 .68  .387 .234 -.048 .481* .559(*) .465(*) .148 .127 .345 .308 .403 5.70 .64 
2 OEA 4.96 .70 .337**  .643** .307 .835** .178 .539(*) .328 .007 .490(*) .531(*) .471(*) 5.13 .63 
3 UOE 5.71 .67 .318* .411**  .350 .825** .434 .380 .254 -.206 .424 .313 .299 5.65 .72 
4 ROE 5.10 .86 .294* .506** .482**  .573** .186 .023 .205 -.283 -.038 .101 -.004 5.09 .88 
5 EI 5.33 .53 .626** .748** .706** .809**  .489(*) .488(*) .293 -.180 .398 .441 .382 5.39 .50 
6 MOTIV 5.75 .82 .645** .415** .435** .451** .671**  .355 -.005 -.368 .251 .310 .168 6.08 .67 
7 MJOB 3.53 .78 -.054 .130 .022 -.212 -.079 -.173  .462(*) .183 .830(**) .830(**) .858(**) 3.24 .83 
8 MCARE 3.50 .73 -.231 .066 -.023 -.200 -.174 -.346(**) .741(**)  .606(**) .523(*) .349 .724(**) 3.24 .58 
9 MINNO 3.46 .73 -.103 .127 -.211 -.227 -.179 -.287(*) .614(**) .782(**)  .392 .209 .591(**) 3.31 .81 
10 MTEAM 3.72 .66 -.127 .202 .040 -.168 -.061 -.193 .855(**) .820(**) .703(**)  .847(**) .887(**) 3.54 .60 
11 MORGA 3.56 .73 -.041 .205 -.007 -.065 .029 -.093 .822(**) .679(**) .610(**) .828(**)  .803(**) 3.43 .78 
12 MWE 3.55 .65 -.122 .160 -.043 -.209 -.107 -.250 .913(**) .890(**) .814(**) .941(**) .873(**)  3.35 .56 
Notes: Values for overall service organizations (N=60) are shown in the bottom left side of the table and values for professional service organizations (N=20) are shown in the upper right side 
of the table. 
 
Table 4: Spearman Correlations: Service Shop and Mass Service Organizations 
No  Mean SD 1 2 3 4 5 6 7 8 9 10 11 12 Mean SD 
1 SEA 5.49 .50  .068 .258 .251 .643(**) .691(**) -.374 -.339 -.214 -.426 -.347 -.393 5.46 .86 
2 OEA 4.93 .87 .652(**)  .251 .659(**) .599(**) .309 .143 .372 .450(*) .300 .247 .302 4.83 .54 
3 UOE 5.90 .70 .536(*) .420  .471(*) .525(*) .318 -.387 -.370 -.449(*) -.454(*) -.391 -.416 5.59 .59 
4 ROE 5.35 .93 .624(**) .541(*) .510(*)  .861(**) .285 -.018 -.104 .065 -.122 .034 -.097 4.86 .72 
5 EI 5.42 .61 .803(**) .790(**) .714(**) .884(**)  .616(**) -.229 -.221 -.011 -.326 -.147 -.255 5.18 .46 
6 MOTIV 5.82 .93 .738(**) .641(**) .528(*) .697(**) .818(**)  -.313 -.271 -.149 -.439 -.428 -.363 5.35 .70 
7 MJOB 3.60 .85 -.083 -.030 .004 -.466(*) -.225 -.186  .724(**) .611(**) .843(**) .792(**) .867(**) 3.76 .58 
8 MCARE 3.48 .90 -.148 -.056 .041 -.388 -.198 -.241 .922(**)  .856(**) .893(**) .803(**) .933(**) 3.78 .59 
9 MINNO 3.48 .82 -.054 .020 -.044 -.389 -.171 -.120 .964(**) .929(**)  .752(**) .807(**) .850(**) 3.58 .56 
10 MTEAM 3.79 .73 -.035 .051 .075 -.267 -.080 -.107 .872(**) .913(**) .913(**)  .844(**) .955(**) 3.83 .64 
11 MORGA 3.57 .79 -.044 -.025 -.042 -.217 -.109 -.029 .818(**) .844(**) .874(**) .799(**)  .910(**) 3.68 .61 
12 MWE 3.58 .79 -.082 .007 -.001 -.394 -.178 -.183 .956(**) .971(**) .979(**) .921(**) .897(**)  3.73 .54 
Notes: Values for service shop organizations (N=20) are shown in the bottom left side of the table and values for mass service organizations (N=20) are shown in the upper right side of the 
table. 
Notes for Table 3 and 4: ** p< 0.01 level (2-tailed), * p< 0.05 level (2-tailed). 
 
SEA – Self emotion appraisal, OEA – Others’ emotion appraisal, UOE – Understanding of emotion, ROE – Regulation of emotion, EI – Emotional intelligence, MOTIV – work motivation, 
MJOB – the average of peer’s and supervisor’s ratings of job role, MCARE –the average of peer’s and supervisor’s ratings of career role, MINNO – the average of peer’s and supervisor’s 
ratings of innovator role, MTEAM – the average of peer’s and supervisor’s ratings of team role, MORGA – the average of peer’s and supervisor’s ratings of organization role, and MWE – 
the average of peer’s and supervisor’s ratings of overall work effectiveness. 
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For professional service, overall EI and its dimensions were positively correlated with most of job 
performance dimensions suggesting their importance. Specifically, overall EI, SEA and OEA were 
correlated significantly with the job role and OEA was significantly correlated with team role, organization 
role as well as with overall performance. Consistent with the previous studies (Bachman et al., 2000; 
Martin Jr et al., 2004; Rozell et al., 2006). The findings indicate that SEA and OEA are important to 
effectively carry out the work while OEA is important to effectively work in a team and to engage in extra-
role behaviors (Abraham, 1999; Jordan et al., 2002; Rapisarda, 2002). Offering professional service 
(customized service with extended transaction period and application of personal judgment) requires 
service providers to be attentive to their own emotional states as well as others’ so that they can work 
effectively with others and provide services beyond the normally required expectation. On the other hand, 
SEA and overall EI was significantly correlated with motivation indicating that EI especially SEA is 
important to motivate employees to perform better (although there were insignificant but positive 
relationships between motivation and the most of job performance dimensions). 
 
For service shop, overall EI as well its dimensions were significantly correlated with motivation but not 
correlated significantly with job performance dimensions. In fact, they were negatively correlated with the 
most dimensions in job performance indicating that EI and its dimensions are important to motivate the 
employees but they are not enough to make them excel on their job. Most probably, by having extensive 
consideration on the emotional aspects of the job reduces their work effectiveness since service shop 
requires the employees to balance between emotional consideration and tangible outputs. 
 
For mass service, overall EI and SEA were significantly correlated with motivation indicating that self-
emotion appraisal improves motivation since employees with high SEA are able to find out their strengths 
and weaknesses. Looking at EI and performance relationships, overall EI and its dimensions were 
negatively correlated with the most of job performance dimensions. In fact, UOE was negatively and 
significantly correlated with innovator and team role. However, OEA was positively and significantly 
correlated with innovator role which is consistent with the previous studies (Amabile et al., 2005; Fong, 
2006). These findings indicate that others’ emotion appraisal is important to be innovative on the job since 
innovation requires feedback from others especially from the superiors. However, understanding of others’ 
emotion does not encourage innovation and team work since in mass service employees are doing 
structured and routine work with high specialization. Therefore, understanding other’s emotion restricts 
them from being innovative and cooperative while working in team as claimed by Zapf (2002) that doing 
“object-related work” does not require effective emotion management. To sum up, based on the findings 





Service work involves interacting with others (customers, colleagues and managers) therefore, dealing with 
emotions is inevitable. This paper examines the role EI in influencing work effectiveness in service 
organizations. EI as an ability to perceive, use, understand and manage emotions is critical for service 
providers to effectively carry out their work (Austin, 2004; Bachman et al., 2000; Law et al., 2004; Lyons 
& Schneider, 2005; Sy et al., 2006). Borrowing Welbourne, Johnson and Erez’s (1998) model of job 
performance, it has been shown that EI, particularly SEA and OEA play a salient role in influencing service 
providers’ job role in professional service while OEA alone is crucial in affecting service providers’ overall 
performance, job role, team role and organization role. Interestingly, OEA is related to innovator role but 
UOE negative affects innovator and team role in mass service due to structured and routine work the 
employees are doing. Previous researchers have suggested that in mass service, EI plays little role in 
helping employees to achieve high work effectiveness, instead, it can be achieved by conforming to the 
SOP (Collier, 1990) or conforming to the organization’s display rules (Brotheridge & Grandey, 2002). In 
addition, overall EI and its dimensions are significant in improving employees’ work motivation; however, 
the motivation is not translated into effective work. Possibly, there are other factors that influence the 
employees’ level of work effectiveness.  
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The study suggests that organizations especially offering professional services to the customers should 
consider equipping the employees with the EI abilities especially SEA and OEA since they are proven to be 
associated with job performance. There are three things that can be done to ensure that professional service 
provider is equipped with high level of emotional intelligence. First, HR department should provide 
relevant and continuous training programs to increase employees’ awareness on the importance of 
practicing EI in their work. Training in EI is proven to enhance service provision (Bardzil & Slaski, 2003). 
Second, select new employees with high emotional awareness and regulation (Leidner, 1999). Before 
hiring the job applicants, they should be tested to identify the level of EI they have by means of self-report 
test, or forced choice test based on certain work situations. Third, organization should value those who 
exhibit emotion management in their work by providing an incentive so that it will become a norm in the 
organization (Steinberg, 1999). Besides, employees need consistent guidance and support from those 
around them to successfully implement EI in their work.  
 
For future research, the study limits its scope by investigating the relationship between EI and work 
effectiveness with limited sample size. Replication of the study with larger sample is encouraged so that the 
findings are valid and reliable as well as generalizable to service industry. However, a considerable 
attention should be given to the selection of respondents since the existing service typology model is not 
well validated. Collier and Meyer’s (2000) service process questionnaire is useful to accurately group the 
respondents into their respective categories. Besides, there are others factors that have the possibility to 
affect the relationship between EI and work effectiveness, for example, personality traits. Future research 
should include these factors to control the unintended variances. However, given the existence of numerous 
measures on personality traits, proper care should be given in choosing the appropriate one since the 
selection affects the response rate. Always bear in mind that there is a trade off between accuracy and 
response rate. A brief and fair measure but with acceptable consistency reliability index is adequate to be 
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